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CASE NO. PUC-2003-00110

Ex Parte: Establishment of ol
Rules for Service Quality i -
Standards for the Provision -5 o
of Local Exchange Telecommunications W o
Services ™

THIRD ORDER PRESCRIBING NOTICE AND
GRANTING LEAVE TO COMMENT OR REQUEST HEARING

On October 13, 2004, the State Corporation Commission ("Commission") took under
consideration the Staff's proposed revised Rules for Local Exchange Company Service Quality
Standards (to be codified at 20 VAC 5-427-10 et seq.) {"Revised Rules") for replacement of the
Regulations Governing Service Standards for Local Exchange Telephone Companies codified at
20 VAC 5-400-80 ("current rules”™) and the Staff's proposed revised Telecommunications Bill of
Rights ("Bill of Rights").! Pursuant to the Second Order for Notice and Comment, interested
parties were permitted to comment on, propose modifications or supplements to, or request a
hearing on the Staff's proposed Revised Rules and revised Bill of Rights. The Commission also
took under advisement the comments previously filed.” Comments on the Revised Rules were
subsequently filed by: Dr. Jack B. Yeager and Mr. Jay W. Gould, III; Virginia Cable
Telecommunications Association; Cox Telecom, Inc.; Verizon Virginia and Verizon South Inc.;

Office of Attorney General, Division of Consumer Counsel ("Consumer Counsel"); Central

! Second Order Prescribing Notice and Granting Leave to Comment Or Request Hearing, October 13, 2004, Case
No. PUC-2003-00110 ("Second Order for Notice and Comment").

? Second Order for Notice and Comment, p. 3.




Telephone Company of Virginia, United Telephone-Southeast, Inc. and Sprint Communications
Company of Virginia, Inc.; NTELOS Inc.; MClImetro Access Transmission Services of Virginia,
Inc.; and Mrs. Irene E. Leech on behalf of the Virginia Citizens Consumer Council.

On July 18, 2005, the Staff filed a Stipulation and Motion to approve Stipulation
{"Motion"), which presents for settlement purposes certain stipulated Rules for Local Exchange
Telecommunications Company Seryice Quality Standards (Chapter 427) ("Settlement Rules"),
and Telecommunications "Bill of Rights" for approval by the Commission.” Pursuant to the
Stipulation, the Stipulating Parties jointly present the Settlement Rules and urge their adoption
for measuring the health of the telecommunications network and assuring a minimum level of
service quality for all consumers. The Stipulating Parties further agree that the Settlement Rules
constitute a negotiated resolution of this rulemaking proceeding that is consistent with the local
exchange telephone service competition policy of § 56-235.5:1 of the Code of Virginia. The
Stipulating Parties waive further comment and hearing on their recommended Settlement Rules.
The Stipulating Parties further recommend for settlement the adoption of the Bill of Rights.

The Commission is of the opinion that the Settlement Rules should now be considered in
replacement of Staff's Revised Rules previously taken under consideration by our Second Order
for Notice and Comment and that the Settlement Rules and Bill of Rights should be published in

the Virginia Register of Regulations.

3 The commenters executing the Stipulation include: Virginia Cable Telecommunications Association; Cox Virginia
Telcom, Inc.; Verizon Virginia Inc. and Verizon South Inc.; Consumer Counsel; United Telephone-Southeast, Inc.,
Central Telephone Company of Virginia, and Sprint Communications Company of Virginia, Inc.; NTELOS, Inc.,
the parent company of NTELOS Telephone, Roanoke and Botetourt Telephone, NTELOS Network, and R&B
Network; previous commenters joining the Stipulation include AT&T Communications of Virginia, LLC; Cavalier
Telephone, LLC; and the Virginia Telecommunications Industry Association ("Stipulating Parties™). The Staff
further reports that the Virginia Citizens Consumer Council has been consulted and is in agreement with the
Settlement Rules.




NOW THE COMMISSION, pursuant to § 12.1-13 of the Code of Virginia and
5 VAC 5-20-100 of the Commission's Rules of Practice and Procedure, finds that interested
parties, other than the Stipulating Parties, should be permitted to comment further on the
Settlement Rules, which the Commission now considers for replacement of the Revised Rules,
and to comment on the stipulated Bill of Rights. The Settlement Rules are attached hereto as
Attachment A and the stipulated Bill of Rights is attached hereto as Attachment B. Additionally,
interested parties should be permitted to propose modifications or supplements to, or request a
hearing on, the Settlement Rules and stipulated Bill of Rights. The Commission will defer
consideration of all comments filed to date, pending further consideration of the Staff's Motion
and the Stipulation.

Accordingly, IT IS ORDERED THAT:

(1} The Commission's Division of Information Resources shall forward the Settlement
Rules (Chapter 427), Attachment A herein, and stipulated Bill of Rights, Attachment B herein, to
the Registrar of Virginia for publication in the Virginia Register of Regulations.

(2) On or before July 22, 2005, the Commission's Division of Information Resources
shall make a downloadable version of the Settlement Rules, Attachment A, and stipulated Bill of

Rights, Attachment B, available for access by the public at the Commission's website,

[uttp://www.sce.virginia.gov/caseinto.ntm| The Clerk of the Commission shall make a copy of

the Settlement Rules and stipulated Bill of Rights available for public inspection and provide a
copy, free of charge, in response to any written request for one.

(3) Interested persons not participating in the Stipulation and wishing to comment on,
propose modifications or supplements to, or request a hearing on the Settlement Rules or

stipulated Bill of Rights, consistent with the findings above, shall file an original and fifteen (15)



http://www.scc.virginia.gov/caseinfo.htm

copies of such comments, proposals, or requests with the Clerk of the Commission, State
Corporation Commission, P.O. Box 2118, Richmond, Virginia 23218, on or before September &,
2005, making reference to Case No. PUC-2003-00110. Interested persons desiring to submit
comments electronically may do so by following the instructions found on the Commission's

website,lhttp://www.scc.virgj nia. gov/caseinfo.htgj Requests for hearing shall state with

specificity why such concerns cannot be adequately addressed in written comments.

(4) This matter is continued for further orders of the Commission.

AN ATTESTED COPY hereof shall be sent by the Clerk of the Commission to:
C. Meade Browder, Jr., Senior Assistant Attorney General, Division of Consumer Counsel,
Office of Attorney General, 900 East Main Street, Second Floor, Richmond, Virginia 23219; Ms.
Irene E. Leech, Virginia Citizens Consumer Counsel, 4220 North Fork Road, Elliston, Virginia
24087; Ms. Adria M. Woods, 2800-G Foxhunt Lane, N.W., Blacksburg, Virginia 24060; Hon.
William Roscoe Reynolds, P.O. Box 404, Martinsville, Virginia 24114-0404; Mr. Stephen
McClelland, #1800735, Buckingham Correction Center, P.O. Box 430, Dillwyn, Virginia 23936-

0430; all local exchange carriers certified in Virginia as set out in Appendix A; and the

Commission's Office of General Counsel and the Division of Communications.
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CHAPTER 427.

RULES FOR LOCAL EXCHANGE TELECOMMUNICATIONS COMPANY
SERVICE QUALITY STANDARDS.

20 VAC 5-427-10. Applicability; definitions,

A. The provisions of this chapter shall apply to local exchange telecommunications
carriers (LECs) certificated to provide local exchange telecommunications services within the
Commonwealth of Virginia.

B. The following words and terms, when used in this chapter, shall have the

following meanings, unless the context clearly indicates otherwise:

"Automated answering system" means a system where customer calls are received and

directed to a live agent or an automated transaction system.

"Automated transaction system" means a system where customer transactions can be

completed without the assistance of a live agent.
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'Bridged tap” means a multiple appearance of the same cable pair at several distribution

points or a section of a cable pair not on the direct electrical path between the central office and

the customer's premises.

"Business office" means any functional entity that accepts service orders, billing

inquiries, and processes other related customer requests.

"Busy hour" means the sliding 60-minute period during which the maximum total traffic

load in a given 24-hour period occurs.

"Central office” means a LEC operated switching system, including remote switches and

associated transmission equipment (e.g., digital circuit switches, packet switches, carrier

systems).

"Central office serving area" means the geographic area in which local service is

provided by a LEC's central office and associated outside plant.

"Commission" means the Virginia State Corporation Commission.

"Competitive local exchange carrier (CLEC)" means an entity, other than a locality,
certificated to provide local exchange telecommunications services in Virginia after January 1,

1996, pursuant to & 56-265.4:4 of the Code of Virginia and 20 VAC 5-417-10 et seq.

'"Customer" means any person, firm, partnership, corporation, municipality, cooperative,
organization, or governmental agency that is an end user of local exchange telecommunications
services that are under the jurisdiction of the commission.

L}

‘Emergency” means a sudden or unexpected occurrence involving a clear and imminent

danger demanding immediate action to prevent or mitigate loss of, or damage to, life, health,

property, or essential public services.
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"In service trouble report" means a customer-reported network trouble that allows calls to

be originated or received but affects other aspects of service such as static or hazardous

conditions.

"Incumbent local exchange carrier” or "incumbent"” or "ILEC" means a public service

company providing local exchange telecommunications services in Virginia on December 31,

1995, pursuant to a certificate of public convenience and necessity, or the successors to any such
company,

"Intercept”" means a suitable announcement that provides sufficient information as to the

reasons for the call diversion.

t

'Load coil" means an induction device employed in local loops exceeding 18,000 feet to

minimize amplitude distortion.

"Local exchange carrier (LEC)" means a certificated provider of local exchange

telecommunications services, whether an incumbent or a new enfrant.

U

'Local exchange telecommunications services" means local exchange telephone service
as defined by § 56-1 of the Code of Virginia.

"Locality" means a city, town, or county that operates an electric distribution system in
Virginia,

"Major service outage” means any network condition that causes 1,000 or more

customers to be out of service for 30 or more minutes; causes an unplanned outage of, or

completely isolates, a central office for 30 or more minutes; or disrupts 911 emergency call

processing for any period.

"Municipal local exchange carrier (MLEC)" means a locality certificated to provide local

exchange telecommunications services pursuant to § 56-265.4:4 of the Code of Virginia.
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"Network" means a system of central offices and associated outside plant.
"Network access line (NAL)" means a customer dial tone line, or its equivalent, that

provides access to the public telecommunications network.

"New entrant" means a CLEC or an MLEC.

"Out of service" means a network service condition causing an inability to complete an

incoming or outgoing call or any other condition that causes a connected call to be

incomprehensible.

"Qutside plant" means the network facilities not included in the definition of central
office including, but not limited to, copper cable, fiber optic cable, coaxial cable, terminals,

pedestals, load coils, or any other equipment normally associated with inter-office, feeder, and

distribution facilities up to and including the rate demarcation point.

"Rate demarcation point" means the point at which a LEC's network ends and a

customer's wiring or facilities begin.

"Repeat report” means a customer-reported network trouble that is received by a LEC

within 30 days of another network trouble report on the same NAL.

"Speed of answer interval (SAI)" means the period of time following the completion of

direct dialing, or upon completion of a customer’s final selection or response within an

automated answering system, and lasting until the call is answered by a live agent or is

abandoned by the customer or the LEC. In the case of automated transactions where a customer

opts to speak to a live agent, the SAI is the period of time following the customer opting to speak

to a live agent until the call is answered by a live agent or is abandoned by the customer or the

LEC.

"Staff" means the commission's Division of Communications and associated personnel.
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'Standard load" means transmission loss has been reduced on a cable pair by means of

configuring the twisted copper pair loop using a 6,000 foot H spacing loading scheme or 4,500

foot D spacing loading scheme. which may be expressed as 6,000 foot H88 mh load or 4,500

foot d66 mh load scheme,

'Telecommunications relay service" means a telephone transmission service that provides

the ability for an individual with a hearing or speech disability to engage in communication with

a hearing individual in a manner functionally equivalent to someone without such a disability.
"Transmission" means a process of transmitting voice grade telecommunications from

one network point to another.

"Trouble” means an impairment of a LEC's network.

"Trouble report" means an initial oral or written notice, including voice mail and e-mail,

to any LEC emplovee or agent of a condition that affects or may affect network service.

"Trunk blockage" means the unavailability of network transmission capacity at the time

of a call that prevents call completion and results in the call originator receiving a fast busy

signal or an indication of trunk blockage.

"Virginia universal service plan (VUSP)" means the program under which eligible Jower-

income customers may obtain certain telecommunications services at reduced monthly charges

and may also receive a discount on certain nonrecurring connection or service charges from

participating L ECs. This program is also referred to as lifeline or link up.

"Voice grade service" means the transmission of communication signals in the range of 0
to 4000 Hertz.
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20 VAC 5-427-20._General provisions.

Al The provisions of this chapter prescribe the minimum acceptable level of quality

of service under normal operating conditions.

B. The commission may, after investigation, suspend application of any provision of

this chapter during periods of emergency. catastrophe, natural disaster, severe storm, or other

events affecting large numbers of customers. The commission may also suspend application of
the provisions of this chapter for other extraordinary or abnormal conditions, including work

stoppage, civil unrest, major transportation disruptions, or other events beyond the control of a
LEC.

20 VAC 5-427-30. Network facilities, construction, operation, maintenance, and repair.

A, Network facilities shall be designed. constructed. operated, maintained, and

repaired in compliance with applicable safety and electrical codes, regulations, and statutes;

applicable commission orders and rules; and all requirements for interconnection under

applicable federal and state law.

B. Outside plant shall be designed, constructed, operated, maintained, and repaired

$0 as to minimize transmission interference from services provided by other public utilities.

C. A LEC shall participate in operational reviews held at the staff's discretion to

ensure that construction, design, maintenance, disaster recovery plans, and any other applicable

programs are adequate to meet the needs of a LEC's customers.

D, A LEC shall have the test equipment and technical ability to determine the

operating and transmission characteristics of its own network facilities.
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E. A LEC, whenever it disturbs private property during the course of construction or

maintenance operations, shall, except when otherwise specified or governed by easement or

agreement, make every reasonable effort to restore the private property to a condition that is at

least as good as that which existed prior to the disturbance.

20 VAC 5-427-40. Awvailability and retention of records.

A. A LEC shall make available to the commission or staff, upon request, all records,

reports, and other information required to determine compliance with this chapter.

B. A LEC shall retain records relevant to 20 VAC 5-427-130, where anplicable, for a

minimum of two years.

C. A LEC shall retain customer billing records for a minimum of three years to

permit the commission or staff to investigate and resolve billing complaints.

20 VAC 5-427-50. Maintenance of facility maps and records.

A LEC or its affiliates shall maintain maps and records that show the current location,

description, and capacity fill data of its network.

20 VAC 5-427-60. Rate and special charges information.

A. Upon the request of a current or prospective customer, a LEC shall disclose all

rates, charges, and fees applicable to a customer’s service request or inquiry including, but not

limited to, the federal subscriber line charge or its equivalent, or any other rates, charges, and

fees that it collects and retains. In addition, the rates, charges, and fees that the LEC collects and
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retains shall each be clearly, conspicuously, and in every instance, disclosed as line items on
customer bills separately from governmental fees, taxes, and surcharges.

B. Upon the request of a current or prospective customer, a LEC shall describe and

disclose the fees, taxes. and surcharges that it collects from a customer and distributes to

governmental agencies.

C. Upon the request of a current or prospective customer, a LEC shall, with

specificity, provide a customer with an Internet web site address or web site link containing its

current effective Virginia intrastate tariffs or, at the customer’s request, provide a copy of the

applicable tariff section or pages for the Virginia intrastate regulated telecommunications

service.

D. Upon the request of a current or prospective customer, a LEC shall provide

reasonable access to information and provide assistance necessary to enable the current or

prospective customer to obtain the most economical service available to meet the customer's

needs. including VISP or any other discount programs that may be available.

E. Before changing or installing a service, a LEC shall provide to the current or

prospective customer an estimate of any special charges not specifically set forth in the LEC's

applicable tariff. Special charges include, but are not limited to, any of the following:

extraordinary construction, maintenance, and replacement costs; expenses for overtime work to

be performed at the customer's request; or special installations, equipment, or assemblies needed

to fulfill a customer's request. .
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20 VAC 5-427-70. Response to trouble reports.

A A LEC shall process trouble reports from customers at all times through

autornated or live means and shall take immediate action to clear trouble reports of an emergency

nature.

B. A LEC shall make a full and prompt investigation of all trouble reports.
C. A LEC shall render reasonable customer assistance to identify the cause or causes

of an outage that may be corrected by the customer.

D, A LEC shall maintain an accurate record of trouble reports by telephone number

or circuit number, as appropriate. The record shall include all of the following information:

1. The customer or service affected:

2. The time, date, and nature of the trouble report;

3. The action taken to clear the trouble or satisfy the complaint; and

4. The date and time the repair was completed or the trouble report was

otherwise closed.

20 VAC 5-427-80. Service outage reporting requirements.

A. The staff shall be advised of a major service outage on the same business day or,

if the outage occurs outside of the commission’s normal business hours, at the beginning of the

next business day;

B. A major service outage report shall be submitted to the staff by the end of the next

business day following the outage and shall include the following information:

1, The central office, remote switch, or other network facility involved:

2. The date and estimated time of commencement of the outage:;
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3. The geographic area affected:
4, The estimated number of customers affected;
5. The types of services affected;

6. The duration of the outage (e.g.. time elapsed from the commencement of

the outage until estimated restoration of full service); and

7. The apparent or known cause or causes of the outage. including the name

and type of equipment involved and the specific part of the network affected, and

methods used to restore service.

20 VAC 5-427-90. Emergency operation.

A, A LEC shall make reasonable preparations to continue operations and restore

service outages resulting from fire, major electric power failures, other emergencies, and acts of

divine providence.

B. A LEC's emplovees or agents shall be instructed to follow emergency procedures

to prevent or minimize interruption or degradation of service.

C. A LEC’s central offices shall have access to adequate facilities to provide

emergency electric power, and the LEC shall determine the necessary reserve power capacity

requirement based on its operating experience with its energy provider.

D. A LEC shall, if a central office does not have power generation equipment

installed, design and maintain sufficient battery reserve, within the appropriate ampere hour

rating, to allow timely delivery and setup of portable generators.
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20 VAC 5-427-100. Customer complaint handling.

A LEC shall establish customer complaint processing procedures in compliance with

§ 56-247.1 C of the Code of Virginia by:

1, Providing the staff a means for immediate direct telephone access to

company complaint resolution personnel during normal business hours:

2. Providing the staff an escalation list of at least three company contacts

responsible for resolving customer complaints received by the commission or staff. This

list shall include the names, titles, addresses, telephone numbers, fax numbers, and e-mail

addresses of each individual contact. Any changes to the escalation list shall be provided

to the staff within 30 days of the change:

3. Making a full and prompt investigation of all customer complaints;

4, Assisting customers who report obscene, threatening, or harassing calls:
5. Providing customers who call from within their local serving area toll-free

access to report complaints;

0. Making its customer complaint procedure and its record of the number and

type of complaints available 1o the staff whenever requested:

7. Noting and retaining customer contact records when an inguiry or

complaint is resolved. Customer contact records shall be retained for a minimum of two

years; and
8. Conducting an investigation upon notification by the staff regarding a

customer inquiry or complaint. Out-of-service complaints shall be given immediate

attention with a written response provided to the staff within one business day of

notification by the staff. For other complaints, the LEC shall provide a written response
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to the staff detailing its resolution of the complaint within 10 business days following the

initial notification by the staff. Upon extraordinary circumstances when the matter

cannot be resolved within a 10 business-day period, the LEC shall provide written

updates on a schedule established by the staff until the matter is finally resolved.,

20 VAC 5-427-110. Intercept.

When a customer's telephone number is changed or disconnected, the LEC shall offer to

intercept all calls to the former telephone number in accordance with the following:

1. Intercept service shall be provided for changed telephone pumbers until

the former telephone number is reassigned due to equipment or telephone numbering

resource shortages or until it is no longer listed in the current printed directory: and

2. Intercept service shall be updated daily to reflect the most current service

order activity affecting a LEC's customers.

20 VAC 5-427-120. Printed directories.

A. A LEC responsible for publishing a directory shall make every reasonable effort

to correct directory errors and fo resolve directory disputes in a timely and efficient manner. A

LEC responsible for directory publication may be required by the commission to postpone

publication depending upon the nature and severity of a complaint. A LEC responsible for

publishing a directory includes. but is not limited to, a LEC that publishes directories, causes

directories to be published, or provides customer information for inclusion in directories,
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B. A LEC shall publish directories or cause its customers' listing information to be

published in ditectories at yearly intervals. Exceptions to the yearly publication schedule shall

be reviewed with the staff.

C. A LEC shall distribute, or cause to be distributed at no charge to each customer, at

least one directory for each residential premises and at least one directory for each business NAL

that includes listings contained in a customer’s local and extended calling areas. Where a

residential customer has more than one NAL, a LEC shall, upon reguest of that customer,

provide, at no charge, additional directories not to exceed the total number of NALs. In cases

where one directory does not include the listings contained in a customer’s local and exiended

calling areas, then a LEC shall provide, upon request of that customer, at no charge, any

additional directories or supplements that may be required to provide such listings.

D. A LEC shall provide the staff one copy of each directory it publishes or causes to

be published.

E. If an error occurs in the listed telephone number of a customer, then the LEC

shall, at no charge, offer to intercept or remote call forward calls, at the option of the LEC, for

the remaining life of the directory or change the customer’s telephone number to the listed

telephone number provided that it is technically feasible and that the telephone number is not in

service for another cusiomer.

F. If an error or omission in the name, address. or telephone number of a customer

occurs, a LEC shall. if applicable, include, or cause to be included, the customer's correct name,

address, or telephone number in the files of the directory assistance database.
Q. If additions or changes to the network or any other operations require changing a

telephone number assigned to a customer, then the serving LEC shall give reasonable notice to
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the customer affected even though the change in telephone number may coincide with the

issuance of a directory.

H. A directory shall, in the opening information pages. include:

1, Information pertaining to accessing emergency services such as fire and

police;

2. Information giving the commission's address, telephone number, website

information, and regulatory authority;

3. An explanation of the services for which local exchange

telecommunications services may be terminated for failure to pay;

4, Information pertaining to accessing the Telecommunications Relay

Service, This service is also referred to as Virginia Relay:

5. Information describing illegal telephone use;

6. Information describing procedures for the prevention of damage to

underground facilities:

7. Information describing procedures on handling harassing, obscene,

abusive, or threatening calls;

8. Information pertaining to consumer rights to privacy including procedures

on how to opt out or block services that mayv lead to the disclosure of personal

information; and

9. Information pertaining to procedures on how to prevent solicitation calls.

L All LECs appearing in the opening information pages of a directory shall include

or cause to be included contact information necessary to call the repair service and the

appropriate business office.
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20 VAC 5-427-130. Service quality performance standards.

A. Central office trouble reports is an indicator of switching system performance in

processing calls. The standard for satisfactory performance for any given central office is.

without exception other than as permitted in this chapter, less than or equal to 0.35 central office

trouble reports per 100 NALs, per calendar month.

B. Outside plant trouble reports is an indicator of the quality of design, construction,

and maintenance of a LEC’s outside plant. The standard for satisfactory performance is, without

exception other than as permitted in this chapter, less than or equal to 3.0 outside plant trouble

reports per 100 NALs, per calendar month.

C. Repeat reports is a measure of customer-reported network troubles received by a

LEC within 30 days of another network trouble report on the same NAL. The standard for

satisfactory performance shall not exceed, without exception other than as permitted in this

chapter. a repeat report rate of 16% in any given 30 day period.

D. Out-of-service trouble reports repaired within 24 and 48 hours is a measure of a

LEC's ability to restore network service in a timely manner. Qut-of-service trouble reports

should generally be cleared within 24 hours. The standard for satisfactory performance shall be
that, without exception other than as permitted in this chapter, no less than 80% of out-of-service
trouble reports are cleared within 24 hours, and that, without exception other than as permitted in
this chapter, no less than 95% are cleared within 48 hours, per calendar month, excluding
Sundays and LEC-recognized holidays.

E. In-service trouble reports cleared within 72 and 96 hours is a measure of a LEC's
ability to repair network service in a timely manner. In-service trouble reports should generally

be cleared within 72 hours. The standard for satisfactory performance shall be that, without
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exception other than as permitted in this chapter, no less than 90% of in-service trouble reports

are cleared within 72 hours, and that, without exception other than as permitted in this chapter,

no less than 95% are cleared within 96 hours, per calendar month, excluding Sundays and LEC-

recognized holidays.

E. Business office access is a measure of a LEC's ability to provide sufficient

customer access to its business office. The standard for satisfactory performance shall be that,

without exception other than as permitted in this chapter, no less than 90% of business office

calls are answered, per calendar month. A call is considered to have been answered when a live

agent or an automated transaction system is ready to render assistance or accept the information

necessary to process the call. In automated transaction systems, a customer shall be given the

option to reach a live agent before the completion of the automated transaction,

G. Business office answer time is a measure of a LEC’s ability to provide a sufficient

workforce to render timely assistance to customers calling its business office. The standard for

satisfactory performance for business office answer time shall be, without exception other than

as permitted in this chapter, an average SAI of no greater than 60 seconds, during normal hours

of operation, per calendar month. A call is considered to have been answered when a live agent

is ready to render assistance. In automated transaction systems, a customer shall be given the

option to reach a live agent before the completion of the automated transaction. Information

other than that necessary to direct customers to a live agent, for example, marketing or

promotional material provided by an automated answering system, shall be included in the SAL
H. Repair center access is a measure of a LEC's ability to provide sufficient customer
access to its repair center. The standard for satisfactory performance shail be, without exception

other than as permitted in this chapter, that no less than 90% of repair center calls are answered,
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per calendar month. A call is considered to have been answered when a live agent or an

automated transaction system is ready to render assistance or accept the information necessary to

process the call, In automated transaction systems. a customer shall be given the option to reach

a live agent before the completion of the automated transaction.

L Repair center answer time is a measure of a LEC’s ability to provide a sufficient

workforce to render timely assistance to customers calling its repair center. The standard for

satisfactory performance for repair center answer time shall be, without exception other than as

permitted in this chapter, an average SAI of no greater than 60 seconds, per calendar month. A

call is considered to have been answered when a live agent is ready to render assistance. In

automated transaction systems, a customer shall be given the option to reach a live agent before

the completion of the automated transaction. Information other than that necessary to direct

customers to a live agent, for example, marketing or promotional material provided by an

automated answering system. shall be included in the SAL

J. Operator access is a measure of a LEC's ability to provide sufficient customer

access to operator services at all times. The standard for satisfactory performance shall be,

without exception other than as permitted in this chapter, that no less than 95% of operator calls

are answered. per calendar month. A call is considered to have been answered when a live agent

or automated transaction system is ready to render assistance or accept the information necessary

te process the call. In automated transaction systems, 2 customer shall be given the option to

reach a live agent before the completion of the automated transaction.

K. Operator answer time is a measure of a LEC’s ability to provide a sufficient

workforce to render timely assistance to customers placing directory assistance, collect, third-

party billed, person-to-person, emergency, and other calls. The standard for satisfactory
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performance for operator answer time shall be, without exception other than as permitted in this

chapter, an average SA] of no greater than 20 seconds, per calendar month. A call is considered

to have been answered when a live agent is ready to render assistance. In automated transaction

systems, assistance by a live agent shall be offered or provided. Information other than that

necessary to determine the customer’s request or direct customers 1o a live agent or other service,

for example, marketing or promotional material provided by an automated answering system,

shall be included in the SAL

L. Service orders completed within five business days i1s a measure of a LEC's ability

to complete installation and disconnection work requests in a timely manner. The standard for

satisfactory performance shall be, without exception other than as permitted in this chapter, that

no less than 90% of installations for one to two NALs for residential service and one to five

NALs for business service, per premises, are completed within five business days, on a calendar

month basis. Service orders include requests for new service, transfers io new locations,

additions to existing service, and requests for disconnection.

M. Service orders completed within 30 calendar days is a measure of a LEC's ability

to forecast and complete installation work requests in a manner sufficient to meet customer

demand. The standard for satisfactory performance shall be, without exception other than as

permitted in this chapter, that no less than 99% of installations for one to two NALs for

residential service and one to five NALs for business service. per premises. are completed within

30 calendar days. on a calendar month basis. Installation orders include requests for new service

or transfers to new locations.

N. Commitments met is a measure of a LEC’s ability to meet customer installation

and repair appointment times. The standard for satisfactory performance shail be, without
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exception other than as permitted in this chapter, that no less than 90% of commitments are met,
per calendar month.

0. The rate of trunk blockage is a measure of the quality of a LEC's engineering,

forecasting, and maintenance of its circuit-switched inter- and intra-exchange trunk paths. The

standard for satisfactory performance for any given trunk group shall be, without exception other

than as permitted in this chapter, less than or equal fo 2.0 % call blockage, during the busy hour,

per calendar month.

20 VAC 5-427-140. Retail transmission standards.

Al The copper twisted logp transmission standards are as follows:

1. Fully load all voice grade loops greater than 18,000 feet:

2. No load coils on loops 18,000 feet or less:

3. Loop length from central office to first load coil approximately %2 of one

standard load section;

4, Loop length from iast load coil to rate demarcation point approximately

1% standard load sections;

5. No bridged taps between load coils;

6. Tip Ground. Ring Ground, or Tip Ring leakage equal to or greater than
100K ohms;

7. Longitudinal noise less than or equal to 80 dBrnC;

8. Metallic noise less than 20 dBrnC: and

9. 100% cable shield integrity between office frame ground and customer

tenminal.
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B. In conducting a copper twisted pair transmission test, the following shall be

considered major faults:

1. Missing coil or coils on loops exceeding 18,000 feet;
2, Customer located less than ¥ load section distance from last coil;
3. Customer located more than 1% load sections from last coil;

4, Deviation greater than 10% from standard joad spacing;

5. Double loads;

6, Wrong type load coils;

7. Load coils varying more than 25% from threshold load coil;

8. Load coils on a loop 18,000 feet or less;
9, More than a 12% deviation on the standard spacing on the office end

section;

10, Bridged taps between load coils;

11.  Tip Ground, Ring Ground, or Tip Ring leakage less than 100K ohms;

12. Voltage greater than 15 voits AC:

13.  Voltage greater than 10 volts DC;

14.  Iongitudinal noise greater than 90 dBrnC; and

15. Metallic noise greater than 20 dBrnC.

C. In conducting a copper twisted pair transmission test, the following shall be

considered minor faults:

1. Longitudinal noise greater than 80 but less than or equal to 90 dBmC:; and

2, Failure to maintain shield continuity.
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D. A rate exceeding 6.0% in the major fault category or a rate exceeding 16% in the

minor fault category will constitute a failed test. A failed test shall require a corrective action

plan when appropriate as determined by the staff, as set forth in 20 VAC 5-427-150.

20 VAC 5-427-150. Corrective Action.

A, A LEC subject to the provisions of this chapter shall, upon request of the

commission or the staff, take timely and effective diagnostic or corrective action to address any
area of demonstrable concern for service quality performance or to address commission
complaints,

B. A LEC subject to the provisions of this chapter shall, upon request of the
commission or the staff, submit a corrective action plan to address any area of demonstrable and
continuing concern for service quality performance or to address recurring commission
complaints. Such action plan shall be submitted to the staff within 30 days unless otherwise

requested by the staff. An action plan shall at a minimum contain:

1. A complete identification of the cause of unsatisfactory performance or

comrmnission complaints;

2. An explicit remedy or corrective action and a schedule of implementation

of the remedial or corrective action to be taken by a LEC; and

3. A date by which a LEC will complete the remedial or corrective action

identified.
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20 VAC 5-427-160. Enforcement and sanctions.

Failure by a LEC to meet any of the provisions of this chapter may result in enforcement

and sanctions by the commission pursuant to its regulatory authority and applicable statutes not

withstanding the submission of a corrective action plan as provided in 20 VAC 5-427-150.

20 VAC 5-427-170.Waiver.

The commission may, at its discretion, waive or grant exceptions to any provision of this

chapter.
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ATTACHMENT B

Virginia Local Telephone Companies
Telecommunications “Bill of Rights”*

You have a right to:

Affordable and quality local telecommunications services

Seamless levels of service when migrating between local telecommunications service
providers

Select and keep the telecommunications service provider of your choice

Keep your telephone number when changing local telecommunications service providers
[while at the same location]

Maintain local telephone service when there is a valid billing dispute under investigation or
when payments are current for basic local telecommunications services

Identity protection to preclude the unauthorized use of records and personal information

Safety and security of persons and property not to be intentionally jeopardized by
telecommunications service providers

Honest and accurate sales and service information
Timely, accurate, and understandable billing
Participate in the formation of Virginia telecommunications policies

Dispute resolution up to and including a full hearing before the Virginia State Corporation
Comrmission

*This "Bill of Rights" is a symmary overview of your rights under various state and federal laws and regulations and
does not independently create or vest enforceable substantive rights. Enforcement of vour rights will depend upon

the application of specific legal authorities to the gircumstances of your particular dispute with the telephone

company. If vou believe that your legal rights have been violated and you cannot adequately resolve your dispute
with vour phone company, you may contact the SCC at 1-800-552-7945 or, if in the Richmond local calling area,

804-371-9420.




